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Governments around the world have implemented several tax 
policies to strengthen the competitiveness and investment 
capacities of the small and medium-sized enterprises (SMEs) 
specifically, those in the manufacturing sector. In Malaysia, the 
importance of SMEs in industrialization and economy has led the 
government to extend tax incentives to eligible SMEs. Successful 
utilization of tax incentives willenable SMEs to reduce the cost of 
doing business through deductible tax exemptions. Unfortunately, 
not many SMEs have been successful in utilizing the granted 
tax incentives. Hence, the goal of this study is to investigate the 
performance of Malaysia“s SMEs in manufacturing sector which 
have been granted tax incentives. Specifically, this study identifies 
the factors leading to the successful utilization of tax incentives from 
the SMEs owners“/managers“ perspectives, analyses the financial 
characteristics differences between successful and unsuccessful 
SMEs“ utilization of tax incentives and determines the relationship 
between the financial characteristics, age of the company and tax 
incentives on SMEs performance. Two methodological approaches 
for data collection were employed; questionnaire survey and 
financial statements analysis. For the survey, factor analysis was 
applied to analyze the key factors leading to successful utilization of 
tax incentives and the analysis was further extended using Logistic 
44
Regression. Discriminant analysis was used to differentiate the 
financial characteristics between successful and unsuccessful 
SMEs where the tax exempt income account reported in the financial 
statements stands as proxy in differentiating both categories of 
SMEs. On the other hand, Multiple Regression analysis was used 
to determine the relationship between the financial characteristics, 
age of the company and tax exempt income account on SMEs 
performance. Three models were developed to test the three 
groups of samples; small-sized companies, medium-sized 
companies and pooled sample of both types of companies. The 
findings showed that the tax incentives given based on profit is 
a weak policy tool in stimulating SMEs“ investment, thus limiting 
them from gaining competitive advantage locally or abroad. Most 
SMEs have been unsuccessful in utilizing the tax incentives 
because they are not generating profit consistently. The period at 
which SMEs are awarded with tax incentives is unsuitable since 
most of them are making losses in the initial stage of operation. 
Hence, the tax incentives do not improve their financial position. 
Lack of monitoring from the relevant awarding authority such as 
MIDA contributes to the ineffectiveness of tax incentives. The 
performance of SMEs with tax incentives should be monitored and 
evaluated continuously to ensure the objectives of providing tax 
incentives are achieved. In this study, the term foreign SMEs refers 
to companies which are registered by foreigners in Malaysia and 
the purpose of including them is solely to distinguish them from 
the local Malaysian-owned SMEs. The findings of this study send 
an important signal to the relevant government agencies and the 
policy makers to formulate appropriate policy on tax incentives 
for small-sized and medium-sized companies. Treating both 
types of companies as single entity in granting tax incentives will 
distort the equitable principles of the present tax system. Thus, 
it is worthwhile to apply the macro aspect of the Tax Competition 
Theory in extending tax incentives to SMEs. Finally, there should 
be some vital policy reforms which take into consideration the size 
of the companies since, this study proved that size has significant 
effect in differentiating between successful and unsuccessful 
small-sized and medium-sized companies.
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The purpose of this study is to explore the leadership qualities 
required for Malaysian public university librarians that enhances 
customer satisfaction. The objectives of the study are (1) to examine 
the perceptions of librarians on their leadership qualities, (2) to 
examine the perceptions of subordinates on the leadership qualities 
of their librarians,  (3) to examine the perceptions of the heads of 
departments on the leadership qualities of librarians who are their 
subordinates, (4) to assess the satisfaction of customers on library 
services, (5) to examine the relationship between the various 
dimensions of leadership qualities,  (6) to compare the perceptions of 
different groups of respondents on leadership qualities, (7) to compare 
the perceptions of users on the importance and performance of library 
services, and (8) to identify factors (e.g. transformational leadership, 
emotional intelligence and servant leadership) affecting leadership 
skills. The study covers 20 public university libraries in Malaysia. 
Respondents are librarians at all levels, head of departments, 
subordinates and library customers. The survey method is adopted. 
Data are collected through four (4) sets of questionnaires. The study 
adopts the 360 degree method in which the perceptions of respondents 
are gauged from multiple perspectives, thereby providing more 
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data and information.  Descriptive statistics of perception scores 
such as demographic profiles, means and standard deviations for 
each dimension are tabulated.  Analytical methods for inferential 
statistics such as correlation analysis, statistical tests of significant 
differences, gap analysis and regression analysis are conducted. The 
results show that librarians are very positive about their leadership 
qualities, however they are moderately capable of understanding 
abstract ideas.  Supporting staff rate the leadership qualities of their 
librarians lower than the librarians themselves and claim that the 
librarians are less likely to admit their mistakes or make sacrifices 
for others.  Head of departments are more positive on the leadership 
qualities of their librarians particularly with respect to commitment 
and preserving organisation integrity.  However they acknowledge 
and correspond to the librarians’ perceptions that librarians are 
moderately capable to understand abstract ideas. There are 
differences in the perceptions of different groups of respondents on 
leadership qualities. Library customers are generally satisfied with 
most of the services offered but need to improve wireless access, 
computer facilities, online resources for their users and user friendly 
websites. However, the overall gap analysis of library services show 
the results of importance and performance mean scores (m=0.398) 
and are significantly different (p<0.01). There are significant gaps 
between the expectation of customers and their satisfaction.  The 
results also show irregularity of positive or significant impact on 
identifying factors (e.g. transformational leadership, emotional 
intelligence and servant leadership) affecting leadership skills. 
This study is significant as it contributes to the body of knowledge 
in leadership qualities of university librarians. It contributes to new 
knowledge concept, instruments and 360 degree approach.  It 
benefits public university libraries, faculties, researchers and the 
Ministry of Education (MOE) and nation.  
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